A study of customer satisfaction towards the service quality provded by IBS Technology Sdn. Bhd. / Ernna Edayu Dul Ngajis by Dul Ngajis, Ernna Edayu
A STUDY OF CUSTOMER SATISFACTION
TOWARSTHE SERVICE QUALITY PROVDED BY
IBS TECHNOLOGY SDN. BHD.
ERNNA EDAYU BINTI DUL NGAJIS
Submitted in Partial Fulfillment
of the Requirement for the
Bachelor of Business Administration
(Hons) Marketing
FACULTY OF BUSINESS MANAGEMENT
UITM, MELAKA
2007
DECLARATION OF ORIGINAL WORK
BACHELOR OF BUSINESS ADMINISTRA ION
(HONS) MARKETING
UNIVERSITI TEKNOLOGI MARA
MELAKA
"DECLARATION OF ORIGINAL WORK"
I, Emna Edayu Binti Dul Ngajis,
Hereby, declare that,
(lie Number: 830506-01-6118)
• This work has not previously been accepted in substance for any degree, locally
or overseas and it not being concurrently submitted for this degree or any other
degrees.
• This project paper is the result of my independent work and investigation, except
where otherwise stated.
• All verbatim extracts have been distinguished by quotation marks and sources of
my information have been specifically acknowledged.
":J~
Signature: -J= u---
ii
Date: ,{'" N\ClI~ :J 001
LETTER OF TRANSMITTAL
11 th May 2007
The Head of Program
Bachelor of Business Administration (Hons) Marketing
Faculty of Business management
Universiti Teknologi MARA
78000 Lendu
MELAKA
Dear Madam,
SUBMISSION OF PROJECT PAPER
Attached is the project paper titled "A STUDY OF CUSTOMER SATISFACTION
TOWARDS THE SERVICE QUALITY PROVIDED BY IBS TECHNOLOGY" to fulfill the
requirement as needed by the faculty of Business Management, Universiti Teknologi
MARA.
Thank you
Yours sincerely
ERNNAEDAYU
2004243648
Bachelor of Business Administration (Hons) Marketing
III
TABLE OF CONTENTS
CONTENT
ACKNOWLEDGEMENT
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
CHAPTER 1: INTRODUCTION
1.1 Background of Study
1.2 Background of Company
1.3 Problem Statement
1.4 Research Question
1.5 Research Objective
1.6 Theoretical Framework
1.7 Hypothesis
1.8 Significant of Study
1.9 Limitation of Study
1.10 Definitions of Terms
CHAPTER 2: LITERATURE REVIEW
2.1 Customer Satisfaction
2.2 Service Quality
CHAPTER 3: RESEARCH METHODOLOGY
3.1 Research Design
3.2 Population
3.3 Data Collection ethod
3.4 Data Analysis and Interpretation
CHAPTER 4: ANALYSIS AND I TEPRETATION OF DATA
4.1 Reliability Test
4.2 Respondents Profile
4.3 Research Objective 1
4.4 Research Objective 2
4.6 Hypothesis Testing
CHAPTER 5: CONCLUSION
PAGE
iv
v
vi
vii
2
3
4
7
7
7
12
12
14
16
18
24
33
34
34
35
39
40
42
44
55
5.1 Conclusion
BIBLIOGRAPHY
APPENDICES
APPENDIX I -
APPENDIX II -
APPENDIX III -
QUESTIONNAIRE
LIST OF POPULATION
STATISTICAL OUTPUT
57
63
67
68
69
70
BSTRACT
This study is based on the research of 'A Study of Customer Satisfaction towards the
Services Provided by IBS Technology'. The questionnaires have been distributed 31
respondents from 11 companies who have used the services from IBS Technology. Most
of the companies have been used for these services about 1 to 3 years operations.
In this study researcher had done the research of identifying the level of customer
satisfaction with the service quality of IBS Technology management. Service qualities in
this study refer to the staffs' performance from 3 departments which are Business
Development Department, Project Management Department, and Maintenance
Department.
There are 31 questionnaire have been distributed to the respondents in order to fill out
the entire question. From the question the result will be gain after the analysis of data.
Most of the respondents are company who has used the services and products from IBS
Technology Sdn. Bhd.
Researcher has used the Statistical Package for Social Science (SPSS) Program
version 14.0. From the analysis researcher identified that there is no relationship
between the customer satisfaction and service quality by using the cross tabulation for
the service quality variables.
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